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The objectives of this study were to explore the factors that affected
Keywords: the usage of e-local tax return, user satisfaction and local tax
e-local tax return usage, user compliance, such as subjective norms, output quality, self-efficacy,

satisfaction, local tax compliance, PLS. | anxiety, perceived usefulness, perceived ease of use, and intention to
use e-local tax return. The data collecting method was through a survey
by spreading questionnaires to taxpayers who already use e-local tax
return. The total of the respondent was 62 people and the data taken
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perceived usefulness. However, self-efficacy and anxiety took effect on
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perceived usefulness, intention to use e-local tax return, and user
satisfaction. Perceived usefulness took an effect on user satisfaction,

AT but it did not affect the intention to use e-local tax return. intention to
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CC-BY-SA LICENSE use took an effect towards e-local tax return usage. Then e-local tax

return usage took an effect on local tax compliance, but it did not
affect user satisfaction. User satisfaction did not affect local tax
compliance. These research results can be tools to plan a strategy for
the Board of Finance and Asset Management of Yogyakarta City
related to the implementation of e-local tax return in the future.

Introduction

In Indonesia, tax in the last few years has more significant contribution towards State Budget and
more considered as the main source of national financing to succeed the development program
ot for the society’s prosperity. Based on audit reports on central government financial statements
in 2019, around 63% of state expenditure and development financing were supported by the tax
sector (BPK, 2019). Generally, in Indonesia tax is divided into two, which are (1) central tax
which is managed by the Directorate General of Taxes, and (2) regional tax which is managed by
the regional government, either in the province or suburban/city. The existence of fiscal
decentralization caused the regional government to increase their region’s potential incomes,
along with managing the regional finance better. Regional tax is one of the potential aspects to
increase locally generated revenue. Based on the government of Yogyakarta city (2018),
Yogyakarta City is one of the cities which has the highest tax income contribution around 60%
from its locally generated revenue. The higher the level of awareness owned by the taxpayers
running business, the higher their level of compliance (Meidawati & Azmi, 2019).

In the globalization era right now, information technology (IT) develops rapidly. IT
offers convenience, effectivity and efficiency to private and public organization sectors.
Yogyakarta City is one of the cities which support the smart city concept in its scope of
governance. It is proven by the publication of Yogyakarta Mayor Regulation Number 15 of 2015
(Peraturan Walikota Yogyakarta Nomor 15 Tabun 2015) regarding e-Government. This smart city
concept becomes another motivation for Yogyakarta City Government to utilize IT as a tool to
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facilitate society service. Board of Finance and Asset Management (BFAM) of Yogyakarta City is
a regional working unit that has the main duty to manage the regional income as the main
financing to support regional development. BFAM of Yogyakarta City responded to the
globalization flow of IT development. BEFAM of Yogyakarta City designed public service
innovation in manifesting e-Government which has the aim to achieve better and clean
governance by publication the e-Local Tax Return (Tribun Jogja, 2017).

According to Yogyakarta Mayor Regulation Number 84 of 2017 (Peraturan Walikota
Yogyakarta Nomor 84 Tabun 2017), a system of e-Local Tax Return is a letter used by taxpayers as a
tool to report tax calculation and/or payment, either tax object and/or not tax object, for types
of regional taxes such as hotel tax, restaurant tax, parking tax, entertainment tax and/or property
also obligation must follow the regulations which stated in regional taxes by using electronic
letter. The regulation explained that the implementation of e-Local Tax Return usage would
begin on December 7%, 2017 for hotel, restaurant, entertainment, and parking taxpayers, and
would be implemented at the latest on December 31%, 2018. The head of BEFAM of Yogyakarta
City, Kadri Renggono stated that e-Local Tax Return in Yogyakarta can be accessed with
hardware such as computers by using an internet network through the
https://sptpd.jogjakota.go.id website. e-Local Tax Return is used as a tool to report the tax
independently online and can be done anytime/anywhere (Ttibun Jogja, 2017).

The implementation of e-Local Tax Return in Yogyakarta has just begun these few years
and based on the data from BFAM of Yogyakarta City by 2018 December, taxpayers who already
used e-Local Tax Return only 533 (33%) from a total of 1,618 taxpayers. This motivates
researchers to look at the factors that cause the low e-Local Tax Return adoption rate.
Information Systems Success Model (ISSM) is often used in research to predict the
implementation of IT, as to the ones being done by Pramanita and Rasmini (2020) which related
to the implementation of e-Filing and Marselia et al. (2018) which related to the implementation
of e-Learning Management System. Furthermore, Technology Acceptance Model (TAM) is often
used to predict I'T usage, as to the ones being done by Marakarkandy et al. (2017) used TAM 1,
Khoa et al. (2020) used TAM 2, then Primasari et al. (2017) used TAM 3.

Different from previous studies, this study has the objective to explore factors that
affected user satisfaction and local tax compliance for the usage of e-Local Tax Return, such as
subjective norm, output quality, self-efficacy, anxiety, perceived usefulness, and perceived ease of
use by integrating ISSM and TAM 3. This research model is limited just as before. While for the
research object, this research uses hotel and restaurant taxpayers in the Yogyakarta area. Based on
Yogyakarta Mayor Regulation Number 84 of 2017 (Peraturan Walikota Yogyakarta Nomor 84 Tabun
2017), these taxpayers are four types of taxpayers who are obliged to use e-Local Tax Return
System in December 31%, 2018. Besides, based on the data from BFAM of Yogyakarta City by
2018 December has the highest total of taxpayers who already used e-Local Tax Return; hotel
taxpayers are 248, restaurant taxpayers are 219, while for the entertainment taxpayers are 46, and
the parking taxpayers are 20.

This study is compiled systematically with the structure of: (1) presented the
introduction, followed by literature review, hypothesis development, and research model; (2)
research method presented sample, data collecting method, measure, and definition of variable
operational, and analysis method based on software Smart Partial Least Square (PLS); (3)
results presented and discussed; (4) conclusion presented contribution, research implication,
limitation, and suggestion.

Literature Review

ISSM is a model used to measure the success of the implementation of I'T through the construct
of such as system quality, information quality, service quality, intention to use, usage, user
satisfaction, and net benefits (DeL.one & McLean, 2003). This model explained the existences of
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system quality, output quality, and service quality which received by the user will lead to the
intention to use and user satisfaction for the usage of information technology. Similarly, the
existence of user satisfaction can affect net benefits received from information technology and
intention to use information technology, also the existence of usage can affect intention to use of
information technology (DelLone & MclLean, 2003). This study adapted some of the relevant
ISSM constructs in explaining the effect of user satisfaction and local tax compliance for the
usage of e-Local Tax Return. Construction used is intended to use, usage, user satisfaction, and
net benefits which are interpreted as local tax compliance. These constructs are used in the
development of this research model.

Technology Acceptance Model (TAM)

TAM can predict acceptance and usage of information technology through the construct, such as
external variable, perceived ease of use and usefulness in using information technology, attitude
toward using information technology, intention to use towards using information technology,
and the actual usage (Davis et al., 1989). In the year 2000, TAM is redeveloped by Venkatesh and
Davis became TAM 2 which continued the determining construct of perceived usefulness, which
are the subjective norm, image, job relevance, output quality, result demonstrability, and
perceived ease of use. Furthermore, Venkatesh and Bala (2008) developed the theory of TAM 2
to become TAM 3 by exploring determining factors towards perceived ease of use which are self-
efficacy, perceptions of external control, anxiety, playfulness, perceived enjoyment, and objective
usability. This study adopted TAM 3 in explaining the effect of user satisfaction and local tax
compliance for the usage of e-Local Tax Return. The construct used is the subjective norm,
output quality, self-efficacy, anxiety, perceived usefulness, perceived ease of use, intention to use,
and usage. These constructs are used in the development of this research model.

Subjective Norm, and Output Quality

According to the Theory of Planned Behavior (TPB), the subjective norm can be defined as the
extent to which “important others” would approve or disapprove of their performing a given
behavior (Ajzen, 1991). Approval of important others can increase the assurance of taxpayers to
believe that e-Local Tax Return has usefulness. Research being conducted by Aji et al. (2020),
Ebnehoseini et al. (2020), Khoa et al. (2020), Putra and Osman (2019), Roy (2017), and Usman et
al. (2020) found that subjective norm has a positive influence on perceived usefulness, while
research by Marakarkandy et al. (2017) and Primasari et al. (2017) found that subjective norm has
not to influence on perceived usefulness.

The output quality is an individual perception that believed that the system can increase
the implementation of its work activity because the system can do its task well (Venkatesh &
Davis, 2000). If an individual feels the system can do its task well, then they will be confident that
the system has usefulness (Roy, 2017). If the taxpayers think that e-Local Tax Return can do its
task well, then it can increase their trust that e-Local Tax Return has usefulness. Previous
research conducted by Khoa et al. (2020) found that output quality has a positive effect on
perceived usefulness, while research by Ebnehoseini et al. (2020) and Primasari et al. (2017)
found that output quality has not to effect on perceived usefulness.

H; : Subjective norm gives a positive effect on perceived usefulness.
H:: Output quality gives a positive effect on perceived usefulness.

Self-efficacy and Anxiety

An individual with low self-efficacy can harm motivation through the belief that they are
incapable of finishing their task before they even try it (Usman et al., 2020). With the self-efficacy
towards the system, it can increase the trust that the system is easy to use (Ebnehoseini et al.,
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2020; Marakarkandy et al., 2017; Primasari et al., 2017; Roy, 2017; Usman et al., 2020). The higher
the assurance of taxpayers towards their ability to use e-Local Tax Return, it can increase the trust
of the taxpayers who believe that e-Local Tax Return is easily used. However, research by
Bhattarai and Maharjan (2020) stated that self-efficacy did not affect perceived ease of use.

The anxiety towards the system is the mixed interaction between system and individual
which can trigger various emotional reactions. Anxiety can occur when the knowledge is freshly
received. With higher anxiety level, it can decrease the assurance to the system that it is easily
used (Ebnehoseini et al., 2020; Primasari et al., 2017; Roy, 2017). Therefore, if taxpayers get more
anxious towards e-Local Tax Return, it can decrease their trust in the system that it is easily used.
Research by Mohamed and Karim (2012) found that anxiety did not affect perceived ease of use.
Hi: Self-efficacy gives a positive effect on perceived ease of use.

H,: Anxiety gives a negative effect on perceived ease of use.

Perceived Ease of Use

Perceived ease of use is defined as how far an individual believed that system or information
technology usage can be accessed and processed easily, simply, and easily understood (Choi &
Park, 2020). The intention to continue using electronic applications is directly by the perceived
usefulness and satisfaction, and then the satisfaction was affected by the confirmation and
perceived usefulness, while the confirmation affects the perceived usefulness (Kholid et al.,
2018). When there is the assurance of the easy use of the system, it can increase the trust that
the system has usefulness (Aji et al., 2020; Bhattarai & Maharjan, 2020; Choi & Park, 2020;
Khoa et al., 2020; Primasari et al., 2017; Rana & Dwivedi, 2015; Roy, 2017; Sumardi &
Andreani, 2021; Usman et al., 2020). This study supposes that e-Local Tax Return is easily used
to increase the assurance that e-Local Tax Return has usefulness, as it can increase efficiency,
effectivity, and work productivity because the tax reporting can be conducted
anywhere/everywhere. Research by Lee and Lehto (2013) found that perceived ease of use did
not affect perceived usefulness.

Other than that, there is assurance that the system is easy to use can increase the intention
to use the system (Ebnehoseini et al., 2020; Primasari et al., 2017; Rana & Dwivedi, 2015; Roy,
2017; Sumardi & Andreani, 2021; Usman et al., 2020). Therefore, this study considered with the
assurance that e-Local Tax Return is easy to use, then it can increase the intention to use of the
system. Although, research results by Aji et al. (2020) and Lee and Lehto (2013) found that
perceived ease of use has not to effect on the intention to use. User satisfaction can be increased,
if the system is easy to use (Juliana et al., 2020; Rana & Dwivedi, 2015). As a result, with the e-
local tax return is easy to use, it can increase user satisfaction. However, research by Kim and Qu
(2014) stated that perceived ease of use did not affect user satisfaction.

Hs: Perceived ease of use gives a positive effect on perceived usefulness.
Hs: Perceived ease of use gives a positive effect on the intention to use e-local tax return
H: Perceived ease of use gives a positive effect on user satisfaction.

Perceived Usefulness

Perceived usefulness is an individual assurance that believes that system usage can increase its
petrformance productivity or job performance (Khoa et al., 2020). Perceived usefulness can be
interpreted as how far an individual believed that using the system can increase productivity and
performance (Usman et al., 2020). Previous research conducted by Aji et al. (2020), Ebnehoseini
et al. (2020), Marakarkandy et al. (2017), Primasari et al. (2017), Rana and Dwivedi (2015), Roy
(2017), Sumardi and Andreani (2021), and Usman et al. (2020) stated that perceived usefulness
gave positive effect towards the intention to use. The individual’s tendency in using the system
can be detected from the assurance that the system has usefulness (Davis et al., 1989). Although,
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research by Bhattarai and Maharjan (2020) stated that perceived usefulness did not affect the
intention to use. User satisfaction can be increased if the system is useful (Pang et al., 2020; Rana
& Dwivedi, 2015). If taxpayers believe that the system has usefulness, such as can increase
productivity and performance, then it can increase the intention to use and user satisfaction
towards e-local tax return. However, research results by Kim and Qu (2014) found that perceived
usefulness did not affect user satisfaction.

Hs: Perceived usefulness gives a positive effect on the intention to use e-local tax return.

Ho: Perceived usefulness gives a positive effect on user satisfaction.

Intention to use e-local tax return

Intention to use is personal interest/tendency towards system usage trends or new information
technology in the organization (Usman et al., 2020). Intention to use is a subjective possibility of
an individual to do a certain behavior (Marakarkandy et al., 2017). System usage can be increased
by individual intention to use the system (Ebnehoseini et al., 2020; Marakarkandy et al., 2017,
Primasari et al., 2017; Rana & Dwivedi, 2015; Roy, 2017; Sumardi & Andreani, 2021). The higher
the intention to use of e-local tax return, it can increase the e-local tax return usage. On the other
hand, research by Bhattarai and Maharjan (2020) found that Intention to use has not to effect on
e-local tax return usage.

H.o: Intention to use gives a positive effect towards e-local tax return usage.

E-Local Tax Return Usage

Usage is an expectation that an individual tries to use the system or information technology. The
usage can be measured by duration, frequency, and a total of system usage (Seddon, 1997). The
more an individual uses the information system, it is usually followed by higher knowledge
received by them for the information system (Pramanita & Rasmini, 2020). Research being
conducted by Rana and Dwivedi (2015) stated that system users can have a positive effect on
user satisfaction, while research result by Arifiantika (2015), Marselia et al. (2018), and Pramanita
and Rasmini (2020) stated that system usage did not affect towards user satisfaction.

On the other hand, system users can have a positive effect on net benefits (Marselia et al.,
2018; Pramanita & Rasmini, 2020). However, research results by Arifiantika (2015) found that
system users can have not effect on net benefits. The net benefit mentioned in this study is local
tax compliance. Local tax compliance is the taxpayer is obliged, obey and conduct tax obligation
according to the tax provision constitution (Muliari & Setiawan, 2011). The more taxpayers use
the system, it can increase the more satisfaction and local tax compliance for the usage of e-local
tax return.
Hu: e-local tax return usage gives a positive effect on user satisfaction
Hi,: e-local tax return usage gives a positive effect on local tax compliance

User Satisfaction

User satisfaction an important means of measuring the usage opinion of the system (DelLone &
McLean, 2003). Previous research conducted by Arifiantika (2015) and Pramanita and Rasmini
(2020) stated that user satisfaction towards the system would give a positive effect on net
benefits. The net benefit mentioned in this study is local tax compliance. If taxpayers are satisfied
with e-local tax return usage because of the system can facilitate the tax reporting, it can increase
local tax compliance. Research results by Marselia et al. (2018) stated that user satisfaction
towards the system did not affect net benefits.

His: User satisfaction gives a positive effect on local tax compliance.
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Figure 1. Research model of e-local tax return usage towards user satisfaction and local tax
compliance

Research Method

This study was conducted from 5 October 2018 - 2 February 2019. This study used a quantitative
approach to test and prove the hypothesis. The sampling was using a purposive sample with a
certain aim and criteria. The sample of this study is hotel and restaurant taxpayers in Yogyakarta,
who already used e-local tax return than once. The data collecting method was using a survey by
spreading questionnaires. The questionnaire was spread directly to the respondents.
Questionnaire spread was around 120 questionnaires, with around 70 of them received back,
there were 62 questionnaires which can be used. Collected data were analyzed using Structural
Equation Model (SEM) with the help of software SmartPLS 3.

Operational Definition and Measurement

Measurement in this study was adapted from previous studies. Researchers only changed a small
part to adjust the context of e-local tax return usage. The variable in this research was measured
with a 6 scale Likert. The answer which showed agree towards the positive question got a score
of 6, while the answer which showed disagree got a score of 1. Operational definition and
measurement are shown in Table 1.

Table 1. Operational Definition and Measurement

Variable Definition Measurement Reference
Subjective  Subjective norm is a - Motivation from colleague (Roy, 2017)
norm motivation from someone - Motivation from an important person in

important that an the company
individual has to use e- - Motivation from management

local tax return. - Generally, the company encourage to use

e-local tax return

Output The output quality is the - High output quality which received (Roy, 2017)
quality taxpayer’s belief that e- - There is no problem with the output

local tax return can do its quality

task well.
Self- Self-efficacy is a taxpayet’s  Able to finish the work by using e-local tax (Hasan, 2007)
efficacy belief that he can use e- return:

local tax return. - Though has never used it previously

- Though only has manual guidelines
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Variable Definition Measurement Reference
Though has never seen anyone else used it
previously
Though given a short amount of time
Anxiety Anxiety is the level of fear Uncomfortable with e-local tax return (Fakun, 2009)
felt by taxpayers towards Worty about e-local tax return
e-local tax return. Avoiding to use e-local tax return
Doubtful in using e-local tax return
Perceived  Perceived ease of use is Easy to learn e-local tax return (Khoa et al,
ease of use  the taxpayet’s belief that Easy to use e-local tax return 2020;
e-local tax return is easy to Feature/view of e-local tax return is clear Mpinganjira,
use. and easy to be understood 2015)
Easy to adapt with e-local tax return
Easy to be skilled in using e-local tax
return
Generally, e-local tax return is easy to use
Perceived  Perceived usefulness is e-local tax return can improve performance (Venkatesh &
usefulness  taxpayer’s belief that e- e-local tax return can improve effectivity Bala, 2008)
local tax return has
usefulness for them.
Perceived  Perceived usefulness is e-local tax return can improve efficiency (Venkatesh &
usefulness  taxpayer’s belief that e- e-local tax return can improve productivity Bala, 2008)
local tax return has Generally, e-local tax return has usefulness
usefulness for them.
Intention Intention to use e-local The tendency to choose using e-local tax (Venkatesh &
to use e- tax return is the taxpayer’s return Bala, 2008;
Local Tax  tendency to keep using e- The tendency to use e-local tax return Marakarkandy et
Return local tax return. more in the future al., 2017)
A system that is easy to use increase the
intention of e-local tax return usage
A system that has usefulness increase the
intention of e-local tax return usage
E-Local E-local tax return usage is Like to use e-local tax Return (Rana &
Tax Return  the real usage or real Use e-local tax return this month Dwivedi, 2015)
usage condition of e-local tax
return usage.
User User satisfaction refers to Satisfied with e-local tax return’s (Calisir & Calisir,
satisfaction  the level of playfulness performance 2004; Rana &
and satisfaction for e-local Prefer tax reporting by using e-local tax Dwivedi, 2015)
tax return usage return than manually done.
e-local tax return meets the expectation
and needs.
e-local tax return can increase efficiency
Local tax Local tax compliance is a Fill out e-local tax return according to (Muliari &
compliance condition for taxpayers to provisions constitution Setiawan, 2011;
report their obligation on Fill out e-local tax return on time Sulistyowati &

time, filling incorrectly the
amount of tax owed, and
pay taxes on time without
coercion.

Always calculate the tax liability

Always pay the tax liability

Always calculate the taxes owed correctly
and on time

Pahlevi, 2018)
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Results and Discussion

The model in this research consisted of 10 analyzed variables. The model research testing was
using SmartPLS 3. Testing was conducted through two steps: (1) model measurement (outer
model), which consisted of validity and reliability tests; (2) structural model (inner model)
consisted of R-square test, the goodness of fit, t-statistics, and path coefficients.

Validity Test

Reliability from every item is calculated from the loading item. Four items are deleted because the
Loading value is larger than 0.70 (Hair et al., 2011). Items which deleted were in the variable of
subjective norm, output quality, self-efficacy, and e-local tax return usage. A validity test can be
conducted by using convergent validity. The criteria of the convergent validity test are fulfilled if
the rule of thumbs from AVE is larger than 0.50 (Hair et al., 2011). Table 2 showed the results of
convergent validity.

Table 2. Results of Convergent Validity Test

Variable Code  Loading AVE Variable Code Loading AVE
SN1 0.713 PU1 0.827
.. SN3 0.803 PU2 0.867
Subjective norm SN4 0955 0744 Perceived usefulness  PU3 0746 0.646
SN5 0.935 PU4 0.786
Oupurquliy 0% gagy 082 W oss
SE2 0.827 Intention to use e- 102 0.889 0761
Self-cfficacy SE3 0.852 0.685 local tax return 103 0.917
SE4 0.827 1U4 0.827
SE5 0.804 e-local tax return U1 0.930 0.883
Al 0.832 usage U2 0.949 ’
. A2 0.890 Us1 0.860
Anxienty A3 0gsz U771 . Us2 0.919
Ad 0.907 User satisfaction Us3 0.892 0.764
PE1 0.910 US4 0.822
PE2 0.941 LTC1 0.841
Perceived ease of PE3 0.889 0.809 Local tax LTC2 0.806
use PE4 0.917 ’ compliance LTC3 0.954 0.756
PE5 0.911 LTC4 0.841
PEG6 0.823 LTC5 0.898

Table 3. Composite Reliability (CR), Square Root of AVE, and Correlation among Variables

Variable CR IU U A SE LTC 0OQ PE PU US SN AV
IU 0.927 0.873
U 0.938 0.701 0.940
A 0.931 -0.566 -0.452 0.87¢
SE 0.897 0.489 0.489 -0.50 0.828

LTC 0.939 0.666 0.728 -0.27 0.317 0.869

0Q 0.906 0.433 0.452 -0.38 0.291 0.381 0.910

PE 0.962 0.765 0.615 -0.62 0.604 0.511 0.356 0.899

PU 0.901 0.666 0.584 -0.60 0.430 0.490 0.399 0.788 0.804

[N 0.928 0.658 0.495 -0.67 0.481 0.366 0378 0.756 0.772 0.874

SN 0.920 0.276 0.287 -0.20 0.280 0.367 0.479 0.386 0.306 0.231 0.863
R-Square 0.596 0.492 0.529 0.499 0.640 0.654 0.5683
Communality 0.761 0.883 0.756 0.809 0.646 0.764 0.7698

Table 2 showed the AVE value is larger than 0.50. Therefore, all the item instruments in
this study fulfilled the criteria of convergent validity test or stated as valid. Other than that, a
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validity tests can be conducted by discriminant validity. If the square root of AVE is larger than
the correlation among latent variables, then it can be stated that the validity is fulfilled (Hair et al.,
2011). The square root of AVE and correlation among variables is shown in Table 3.

Table 3 showed the value of the AVE square root from 10 variables used is larger than
the correlation among other variables. As a result, this study fulfilled the criteria of discriminant
validity test or can be stated that the instruments in this study are valid.

Reliability Test

Reliability test can be shown from composite reliability value. If the composite reliability value is
larger than 0.70, it can be stated that the instruments in this study are reliable (Hair et al., 2011).
Table 3 showed all instruments in this study that stated reliability, with the composite reliability
value larger than 0.70.

R-Square (R?)

The R-Square value showed the research model’s ability in explaining the dependent variables. Nilai
R? value is larger than 0.10, which can be stated as accepted (Falk & Miller, 1992). Table 3 showed
that the research model can explain the user satisfaction and local tax compliance for the
implementation of e-local tax return around 65.4% and 52.9%. All R’ value is larger than 0.10, so
that value is accepted.

The goodness of Fit (GoF)

The criteria value of GoF is 0.10, 0.25 and 0.36 showed small, medium, and large (Cohen, 1988).
According to Henseler and Sarstedt (2013), GoF value can be calculated with the formula:

GoF Formulate = J R - Squarex Communality

Table 3 showed the average R-square value and commonality around 0.5683 and 0.7698. GoF

value is calculated:

GoF =+/0.5683 x 0.7698
=1/0.4375
= 0.661

The calculation result showed that the GoF value is 0.661 which included a large GoF. As a
result, the research model is stated as robust.

T-Statistics and Path Coefficients
Table 4. Path Coefficients and T-Statistics

Hypothesis Description Path Coefficients T-Statistics
Hi SN -> PU -0.063 0.562
H» OQ ->PU 0.160 1.427
H; SE -> PE 0.389 2.880
H, A ->PE -0.425 2.538
Hs PE -> PU 0.755 9.470
He PE -> Ul 0.633 3.418
H; PE -> US 0.400 2.266
Hs PU -> Ul 0.167 0.955
Ho PU -> US 0.473 2.060
Hio ur->u 0.701 8.856
Hiy U->US -0.028 0.195
Hi U ->LTC 0.724 5.683
His US -> LTC 0.008 0.036
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Hypothesis testing used bootstrapping by evaluating the t-statistics number (t-value) compared to
the t-table. The significant level used the number of t-statistics > t-table = 2.00665 (significance
level = 5 percent). T-statistics test and path coefficients showed in Table 4.

Discussion

This study had the objective to explain factors that affected the user satisfaction and local tax
compliance for e-local tax return usage by integrating ISSM and TAM 3 theories. Subjective
norm was found statistically significant value was not supported towards the perceived usefulness
(Hi). This finding was different from a study which was conducted by Aji et al. (2020),
Ebnehoseini et al. (2020), Khoa et al. (2020), Roy (2017), and Usman et al. (2020). This result was
received because the field data showed some of the respondents in this study had bruto less than
50 million, which means the taxpayers in this study are included as small scall business, so tax
reporting is not done by the employee, but directly by the owner of the business. Individual
decision to do something based on approval of important others is called subjective norm.
Subjective norms can be measured through direct motivation from the colleague or management
(Roy, 2017). The approval from the employee who has no authority and knowledge about tax
reporting did not affect the assurance that e-local tax return had usefulness. This research result
was supported by Marakarkandy et al. (2017) and Primasari et al. (2017), who found subjective
norm was not proven in giving effect towards perceived usefulness.

Output quality found statistically significant value was not supported towards perceived
usefulness (H). A different result was found by Khoa et al. (2020). Output quality interpreted
how far an individual believes that the system can do its task well. Output quality obtained from
system measure by output quality received, there is no problem with the quality, and generally,
the result was outstanding (Roy, 2017). Taxpayers used the system only for tax reporting purpose,
so the tax calculation which needed by taxpayers towards e-local tax return is accurate. However,
calculating the tax that must be paid is easy, although manually done. Tax is calculated by
multiplying turnover with the rates 10% (owed taxed = tunrover x 10%). Since there was ease in
calculating owed tax, it caused the output quality received for tax calculation using e-Local Tax
Return did not affect the belief that system had usefulness, because even without e-local tax
return, taxpayer can still calculate the tax manually. The result of this study was supported by
study from Ebnehoseini et al. (2020) and Primasari et al. (2017), who found that output quality
did not prove to affect perceived usefulness.

Self-efficacy had a positive effect significantly towards perceived ease of use (Hs). The
belief of self-efficacy to do the task when facing with system usage is called self-efficacy. Self-
efficacy is measured from the amount of power felt by the individual in using a certain system or
information technology (Usman et al., 2020). There is a high taxpayer’s belief in using e-local tax
return which can increase the trust that e-local tax return is easy or effortless to use it. The role of
self-efficacy in influencing perceived ease of use has been done previously by Ebnehoseini et al.
(2020), Marakarkandy et al. (2017); Primasari et al. (2017), Roy (2017), and Usman et al. (2020),
the result found that there was a positive effect of self-efficacy towards perceived ease of use.
However, This finding was different from a study which was conducted by Bhattarai and
Mabharjan (2020).

Anxiety gave a negative and significant effect on perceived ease of use (Hi). Hypothesis
test result explained that anxiety can give a negative effect on perceived ease of use when facing
e-local tax return usage. Anxiety is measured by uncomfortable feelings, worry, doubt, and
avoidance towards the system (Fakun, 2009). Therefore, if the taxpayer has uncomfortable
feelings, worries, doubts, and avoiding towards the system, it can decrease the belief that e-local
tax return is easy or effortless in using it. A high anxiety level in the system or information
technology can affect a bigger reluctance to get involved in the chance to learn about the system
or new information technology. The role of anxiety in affecting perceived ease of use has been
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done previously by Ebnehoseini et al. (2020), Primasari et al. (2017), and Roy (2017), the result
found that there was a negative effect of anxiety towards perceived ease of use, while this finding
was different from a study which was conducted Mohamed and Karim (2012) that did not affect
of anxiety towards perceived ease of use.

Perceived ease of use gave a positive and significant effect on perceived usefulness (Hs).
Perceived ease of use is defined as how far an individual believed that system or information
technology usage can be accessed and processed easily, simply, and easily understood. There is a
belief from a taxpayer that e-local tax return is easy to use, then it increases the belief that the
system has usefulness, such as increasing work efficiency and effectivity. The result of this study
was supported by a study from Aji et al. (2020), Bhattarai and Maharjan (2020), Choi and Park
(2020), Khoa et al. (2020), Primasari et al. (2017), Rana and Dwivedi (2015) Roy (2017), and
Sumardi and Andreani (2021). However, the result of this study was unsupported by Lee and
Lehto (2013).

Perceived ease of use gave a positive and significant effect towards intention to use e-
local tax return (Hg). The result showed that the more taxpayer believes that the system is easy or
effortless in its usage, it can motivate taxpayers interest to use e-local tax return. The role of
perceived ease of use in influencing intention to use has been done previously by Ebnehoseini et
al. (2020) Primasari et al. (2017), Rana and Dwivedi (2015), Roy (2017), Sumardi and Andreani
(2021) Usman et al. (2020) found proof that perceived ease of use positive affected intention to
use. This finding was different from a study which was conducted by Aji et al. (2020) and Lee and
Lehto (2013). Similarly, perceived ease of use gave a positive and significant effect on user
satisfaction (Hy). The result showed if the taxpayer’s belief that the system is easy or effortless in
operating in, it can increase the satisfaction from the taxpayer towards e-local tax return usage.
Perceived ease of use was found proof that positively affected satisfaction (Juliana et al., 2020;
Rana & Dwivedi, 2015). Although, research by Kim and Qu (2014) was not found proof.

Perceived usefulness was found statistically its significant value was not supported
towards intention to use e-local tax return (Hs). This result explained even though taxpayer
believed that e-local tax return has usefulness, it did not directly make taxpayer want to use e-
local tax return. The result was different from the findings by Aji et al. (2020), Ebnehoseini et al.
(2020), Marakarkandy et al. (2017), Primasari et al. (2017), Rana and Dwivedi (2015), Roy (2017),
Sumardi and Andreani (2021), and Usman et al. (2020). Perceived usefulness is an individual's
believes that using the system or information technology, can increase performance. Taxpayers
believe the usefulness given for using e-local tax return is not important, because it can be used
only for tax reporting. While taxpayers must queue in line to pay the tax in Bank because of
online payment (using e-tax) most taxpayers cannot do that yet. Furthermore, for tax reporting
for water and land were still being done manually (go straight to the office), so taxpayer still
queues in line to do tax reporting for water and land. The study result was supported by Bhattarai
and Maharjan (2020) who found proof that there was no effect of perceived usefulness towards
intention to use.

Perceived usefulness gave a positive and significant effect on user satisfaction (Ho). This
result means, with taxpayers believe that e-local tax return had usefulness, it can increase the
taxpayer’s satisfaction for e-local tax return usage. Perceived usefulness referred to user-perceived
real performance from information system after using it. Perceived usefulness towards user
satisfaction had been analyzed previously by Pang et al. (2020) and Rana and Dwivedi (2015),
who found proof that the positive effect of perceived usefulness towards user satisfaction, while
research result by Kim and Qu (2014) found that did not affect. Next, Intention to use gave
positive and significant effect statistically towards e-local tax return usage (Hig). Personal interest
towards system usage trends or new information technology in the organization is called
intention to use. If the individual has a tendency or interest then it will motivate him to do a
certain behavior. e-local tax return system which offered convenience and usefulness, make
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taxpayer tends to use e-Local Tax Return. The tendency of the taxpayer to use e-local tax return
can increase the usage of e-local tax return. (Ebnehoseini et al., 2020; Marakarkandy et al., 2017;
Primasari et al., 2017; Rana & Dwivedi, 2015; Roy, 2017; Sumardi & Andreani, 2021), found
proof that there was a positive effect of intention to use towards system usage.

E-local tax return usage did not significantly affect user satisfaction (Hii). This result is
different from Rana and Dwivedi (2015). This result is caused by the e-local tax return usage
variable indicator in this research was measured with frequency or the total of taxpayers who use
e-local tax return. The more often taxpayer uses the system was not the benchmark of user
satisfaction towards e-local tax return. The level of satisfaction comes from the experience which
is done previously (Hwang & Kim, 2018). Even though the taxpayer has just or has never used
the system, if they feel the positive experience when using the system, it can increase the
satisfaction feeling towards e-local tax return. Furthermore, satisfaction is not only obtained from
self-experience, but it can be obtained from other people’s positive experience who has used e-
local tax return or through socialization which being conducted by the related institutions. This
result is supported by the study from Arifiantika (2015) and Pramanita and Rasmini (2020), who
found usage did not affect user satisfaction. Meanwhile, e-local tax return usage had a positive
and significant effect on local tax compliance (Hiz). This result explained the more often taxpayer
used e-local tax return, it can increase local tax compliance. Usage towards local tax compliance
had been analyzed previously by Pramanita and Rasmini (2020), who found proof that there was
a positive effect from usage towards local tax compliance. This result is different from Arifiantika
(2015).

Finally, User satisfaction did not affect significantly local tax compliance (His). This result
was different from the findings by Arifiantika (2015) and Pramanita and Rasmini (2020). Local
tax compliance is the taxpayer is obliged, obey and conduct tax obligation according to the tax
provision constitution. The level of satisfaction for e-local tax return usage is not a reason for the
taxpayer to obey. It did not matter how big the satisfaction level towards e-local tax return, if the
taxpayer has no intention to obey, he will not obey the tax obligation. Important factor from
personal behavior is affected by the intention of the person towards that kind of behavior itself
(Wahyuni et al., 2017). Personal behavior generally is motivated by the intention of behavior
(Ajzen, 1991). This result was supported by the findings from Marselia et al. (2018) stated that
user satisfaction did not affect significantly net benefits.

Conclusion

This study found several interesting findings which had theoretical contribution; (1) this study
can be a reference for the next researchers who want to do research that related to system
implementation/information technology; (2) This study can contribute in system implementation
theory/information technology because the previous studies were limited in integrating ISSM
with TAM; (3) This study enriched system implementation model or information technology
because this research model is claimed as robust; (4) This study enriched previous research result
because the finding in the previous research with the variable which used in this study are not
consistent.

Next, the findings had several implications for the organization in this case BFAM of
Yogyakarta City. The implication came from the facts of the research result. Subjective norm did
not give effect towards perceived usefulness, while self-efficacy gave positive effect towards
petceived ease of use and anxiety gave negative effect towards perceived ease of use. Based on
that result, BEFAM of Yogyakarta City must socialize more about e-local tax return to taxpayers,
so it can increase the taxpayers’ belief that the usage of e-local tax return has usefulness and ease
to operate.

Output quality did not give effect and perceived ease of use gave positive effect towards
perceived usefulness, while perceived ease of use gave positive effect towards intention to use e-
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local tax return and user satisfaction, intention to use gave positive effect towards e-local tax
return usage, and user satisfaction did not give effect, and e-local tax return usage gave positive
effect towards local tax compliance, and e-local tax return usage did not give effect towards user
satisfaction. Based on this result, BFAM of Yogyakarta City must keep evaluating and renew the
e-local tax return system, so taxpayers will be easier in accessing it, so it can increase the intention
of use by taxpayers to use e-local tax return which impacted the increased number of e-local tax
return usage. The more taxpayers use e-local tax return, it causes taxpayers to obey in reporting
their taxes.

Perceived usefulness did not affect towards intention to use e-local tax return, and
perceived usefulness gave a positive effect towards user satisfaction. Based on this result, BFAM
of Yogyakarta City must create a policy related to the water and soil taxes so it can be regulated as
online tax reporting, similar to hotel and restaurant tax (using e-local tax return). Other than that,
BFAM of Yogyakarta City is expected to socialize the e-tax payment tool which has been
implemented previously. Therefore, taxpayers will feel the usefulness of the e-local tax return
usage which gave an impact on their satisfaction with the e-local tax return.

The limitation of this study was: (1) Sample in this study was limited to hotel and
restaurant taxpayers who reported their tax using e-local tax return system which more than once
usage, with the total of sample 62 taxpayers, so it could not represent the all e-local tax return
system users in general. The total of the sample received was because of the implementation of e-
local tax return system which has been running for 2 years; (2) The method in this study was
using a survey by spreading questionnaire, but it was ineffective to measure the implementation
of e-local tax return system; (3) this study has not fully integrated ISSM and TAM 3, because
there were some variables which were not used in this study. (4) The construct of this study only
focused on ISSM and TAM 3.

Based on the limitation of research can be suggested for the next research: (1) add the
variable from TAM 3 and ISSM, such as job relevance, perceptions of external control, and
system quality; (2) The nest research is suggested to explore deeper about the theory which used
in this study, such as adding unified theory of acceptance and use of technology (UTAUT), so it
can reflect the implementation of e-local tax return system in wider range; (3) Outside the
implementation of e-local tax return system, this research model can be adopted in various
implementation system of organizations, however, strongly suggested to operate back the
construct of this study towards the implementation system or different information technology.
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